We claim: 

1 . A system (lOl)for facilitating interaction between a customer and a service 
provider, said system being configurable and comprising a set of reusable components 
said system further comprising a script (1 1) and an associated database (103), wherein 

5 a) said script (11) comprises a hierarchical set of structured pages (13), 

b) at least one of said one or more pages (13) comprising a structured set 
of questions (17), 

c) at least one of said questions (17) having responses (19), and 

d) at least one of said responses (19) causing the system to either 
10 i) link to an associated database, or 

ii) link to another question (15) in the script (11). 

2. The system (101) of claim 1 wherein said reusable components comprise 
objects, data, public functions, and private functions, and wherein said public 

15 functions can be accessed through derived classes of objects. 

3. The system (101) of claim 1 wherein said reusable components comprise 
routines, subroutines, and functions, pass data through global variables to local 
variables therein, and are accessed through calls. 

20 

4. The system (101) of claim 1 wherein said link to an associated database is a 
query. 

5. The system (101) of claim 4 wherein the output of the database is a link to 
25 another question in the script. 

6. The system (101) of claim 4 wherein the output of the database is data related 
to the interaction. 

30 7. The system (101) of claim 1 wherein the link to another question (15) in the 
script (1 1) is a link to another question (15) in another page (13) in the script (11). 

45 



8. The system (101) of claim 1 wherein said system (101) further comprises 
computer program code for facilitating interaction between a customer and a service 
provider, said computer program code comprising a script and an associated database, 
wherein said computer program code causes the system to: 

a) present a question (17) to a user, 

b) receive a response (19) from the user, and 

c) branch to link (19) to 

i) the associated database (103) or 

ii) to another question (17) 

in response to the user's response to the question. 

9. The system (101) of claim 8 wherein the computer program code causes a 
query of the associated database (103). 

10. The system (101) of claim 9 wherein the computer program code causes the 
database (103) to output a link to another question (107) in the script (1 1) 

1 1 . The system (101) of claim 9 wherein the computer program code causes the 
database to output data related to the interaction. 

12. The system ( 1 0 1 ) of claim 8 wherein the computer program code cause a link 
to another question (17) which is in another page (13) in the script (1 1). 

13. The system (101) of claim 8 wherein said computer program code comprises 
base objects containing data, public functions, and private functions, and said 
computer program code is configured to utilize additional classes of objects inheriting 
properties of said base objects. 

14. The system (101) of claim 8 wherein said computer program code comprises 
functions, routines, and subroutines, containing data, global variables, and local 
variables, and said computer program code is configured to utilize additional calls 
calling said functions, routines, and subroutines. 
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15. The system (101) of claim 1 wherein said computer comprises is configured to 
verify one or more of the absence of unreachable pages, unreachable questions, and 
missing answer branches, and the presence of pages called by the script and 
translations. 

1 6. A method of configuring software adapted for facilitating interaction between 
a customer and a service provider utilizing a script (11) and an associated database 
(103), said method calling a set of reusable components, and wherein 

a) said script (11) comprises a hierarchical set of structured pages (13), 

b) at least one of said one or more pages(13) comprising a structured set 
of questions (15), 

c) at least one of said questions (17) having responses (19) , and 

d) at least one of said likely responses ( 1 9) causing the system to either 

i) link to an associated database (103), or 

ii) link to another question ( 1 7) in the script (11), 
said method comprising the steps of: 

a) presenting a question (1 7) to a user, 

b) receiving a response (19) from the user, and 

c) branching (21) in response to the user's response to the question to 
link to 

i) the associated database (103), or 

ii) to another question (17). 

1 7 . The method of claim 1 6 comprising querying the database ( 1 03) through the 
said link to the associated database is a database query or a database entry. 

18. The method of claim 17 wherein the output of the database (103) is a link to 
another question in the script. 

19. The method of claim 17 wherein the output of the database (103) is data 
related to the interaction. 
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20. The method of claim 16 comprising linking to another page (13) in the script 
(11). 



21. The method of claim 16 comprising creating derived objects and calling a set 
of reusable base objects, data, public functions, and private functions. 

22. The method of claim 16 comprising verifying one or more of the absence of 
unreachable pages, unreachable questions, and missing answer branches, and the 
presence of pages called by the script and translations 
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